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ABSTRACT 
This study focuses on the effects of perceived service quality on patient satisfaction in 
a public hospital. Data was collected from 109 respondents that experienced the 
hospital service. Using a PLS-SEM tool, the hypothesized effects among the 
constructs were tested empirically. No statistically significant relationships were 
found between perceived service quality construct and (i) the hospital infrastructure 
constructs and it did not support the hypothesis H1 (beta= 0.000 and t-value= 0.004,
05.0>ρ ) (ii) interaction with care providers construct and it did not support the 
hypothesis H2 (beta= -0.045 and t-value= 0.443, 05.0>ρ ). However, the results 
indicate that the path coefficients were significant between perceived service quality 
construct and (iii) patients’ perception of administrative procedure construct and it 
supported the hypothesis H3 (beta= 0.317, t-value= 3.026, 01.0<ρ ), (iv) patients‘ 
perception of medical care construct and it supported the hypothesis H4 (beta= 
0.182, t-value= 2.150, 05.0<ρ ) and (v) patients’ perception of nursing care 
construct and it supported the hypothesis H5 (beta= 0.481, t-value= 5.190, 01.0<ρ
). The constructs were considered the key factors that influence the perceived service 
quality in the current study. The path coefficient from perceived service quality to 
patient satisfaction was very significant and it supported the hypothesis H6 (beta= 
0.816, t-value= 19.460, 01.0<ρ ). The antecedents of service quality demonstrated 
considerable power in explaining variance in perceived service quality. The 
infrastructure, interaction, administrative, medical care, and nursing care constructs 
explained 69.7% (
2R = 0.697) of the variance in perceived service quality and 
overall the model explained 66.6% (
2R =0.666) of the variance in patient 
satisfaction. Therefore, it can be concluded that the model is suitable in determining 
the health care service quality. 
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INTRODUCTION 
The hospital is an organization that provides a service. It is a complex service organization 
and according to Rose, Uli, Abdul, and Ng (2004) it is “a true people-based service industry”. 
The service involves a high degree of intangibility, inseparability of production and 
consumption, highly interaction between customer and service provider, and is taking place at 
the same time (Grönroos, 1998; Reeves & Bednar, 1994; Parasuraman et al. 1985). In order 
to receive the service, a patient has to be present in the service process and the successful 
delivery of health care service requires a patient’s cooperation both during and after the 
